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• A strategy map±KHOSVWRFRKHUHQWO\GHYHORSGHVFULEHDQGFRPPXQLFDWHWKHVWUDWHJ\WRGLIIHU
HQWDXGLHQFHV7KHVWUDWHJ\PDSGHSLFWVWKHRUJDQL]DWLRQDOVWUDWHJ\IURPGLIIHUHQWSHUVSHFWLYHV
WKDWDUHLPSRUWDQWIRUERWKVKRUWDQGORQJWHUPVXFFHVVRIDQRUJDQL]DWLRQ
• A measurement tool±WUDQVODWHVEURDGHUVWUDWHJLFJRDOVVWDWHPHQWVLQWRVSHFL¿FPHDVXUDEOH
DQGWLPHERXQGREMHFWLYHVDQGOLQNVWKHPZLWKDSHUIRUPDQFHPHDVXUHPHQWV\VWHPWRPRQLWRU
SURJUHVVWRZDUGVWKHLUDFKLHYHPHQW
• Change management tools±KHOSVWRGHYHORSDQDFWLRQSODQRIVWUDWHJLFLQLWLDWLYHVDQGKLJK
OLJKWVNH\DFWLRQVQHFHVVDU\WRVWUDWHJ\LPSOHPHQWDWLRQ7KHSODQLVURRWHGLQWKH%DODQFHG
6FRUHFDUGREMHFWLYHVDQGHQVXUHVWKDWHYHU\GD\DFWLYLWLHVDUHPRWLYDWHGE\WKHVWUDWHJ\


























2. Deconstruct the mission:7KHPLVVLRQDUWLFXODWHVWKHRYHUDOOGLUHFWLRQIRUWKHLQVWLWXWLRQZKDW
FKDQJHVVKRXOGEHLQÀXHQFHGZKDWJURXSVDQGVFRSHRIQHHGVVKRXOGEHVHUYHGDQGZKDW¿QDQ
FLDOJRDOLVWREHDFKLHYHG
3. Diagnose current position:7KHLQVWLWXWLRQDQDO\]HVH[WHUQDOWUHQGVDQGUHFRJQL]HVLWVVWUHQJWKV
DQGZHDNQHVVHVWRIXUWKHUGHFLGHZKLFKRIWKHPWREXLOGRQ
4. Make strategic choices and identify key strategic issues:0DNHVWUDWHJLFFKRLFHVLQUHODWLRQWR
PLVVLRQREMHFWLYHVDQGFXUUHQWPDUNHWSRVLWLRQ.H\VWUDWHJLFLVVXHVGHWHUPLQLQJWKHVXFFHVVRI
WKHVWUDWHJ\DUHLGHQWL¿HG
5. Develop strategy map: 7UDQVODWHNH\VWUDWHJLFLVVXHVLQWRVWUDWHJLFVWDWHPHQWVIRUHDFKRUJDQL
]DWLRQDOSHUVSHFWLYH:HDYHWKHVHLQWRDVWUDWHJ\PDS
6. Develop Balanced Scorecard measurement: )RUHDFKVWDWHPHQWVHWREMHFWLYHVGHYHORSLQGL
cators and determine targets.
7. Develop change management plan:/LQNFXUUHQWLQLWLDWLYHVWRWKH%DODQFHG6FRUHFDUGDQGGH
YHORSQHZRQHV


























































• Overall long-term direction::KHUHGRHV\RXU0),ZDQWWRJRLQWKHORQJWHUP"
• Expectations and values of key stakeholders::KDWDUHWKHYDOXHVDQGH[SHFWDWLRQVRIWKRVH
ZKRKDYHSRZHULQDQGDURXQGWKHEXVLQHVV":KDWVKRXOGPRWLYDWHDQGVKDSH\RXUDFWLRQV"























































































Figure 3.1 The Balanced Scorecard 
Social results
Financial results




































Strategy Map BSC Measurement System
Change Management 
Plan



























































































































3.3 The BSC measurement tool














• An information systemIRUFROOHFWLQJSURFHVVLQJDQGUHSRUWLQJSURJUHVVWRZDUGVWKHREMHFWLYHV
LQWHJUDWHGLQWRRQJRLQJDFWLYLWLHVRI\RXU0),
















• A communication planRXWOLQHVNH\DXGLHQFHVHJVWDIIPDQDJHPHQW%RDUGH[WHUQDOVWDNHKROG
HUVDQGWKHNH\PHVVDJHVWKH\QHHGWRXQGHUVWDQGLQRUGHUWRIRVWHUWKHLUFRPPLWPHQWWRHQKDQFLQJ
VWUDWHJLFPDQDJHPHQWZLWKWKH%6&
















Informing external stakeholders for long-term support of your activities:7KH6FRUHFDUGZLOOKHOS
\RXFRPPXQLFDWH\RXUORQJWHUPRUJDQL]DWLRQDOYLVLRQDQGVWUDWHJ\DVZHOODVSURJUHVVWRZDUGV\RXU
GRXEOHERWWRPOLQHWRRWKHUVWDNHKROGHUVLQFOXGLQJLQYHVWRUVGRQRUVDQGVWUDWHJLFDOOLHV
Staying competitive in different markets:7KH6FRUHFDUGKHOSV\RXWRFODULI\\RXUVWUDWHJ\DQGDOLJQ
DOOUHVRXUFHVVRWKDWLPSOHPHQWDWLRQLVIRFXVHGRQVWUHQJWKHQLQJ\RXUcompetitive advantage7KLVLV
SRVVLEOHE\VXSSRUWLQJWKHGHYHORSPHQWRINH\FRPSHWHQFLHV












































Chapter 4. Systematizing strategic management by integrat-
ing the Balanced Scorecard
7KLVFKDSWHUGHVFULEHV
• Steps of the systematization process
 +RZWRHIIHFWLYHO\FRQGXFWWKHSURFHVV





Deconstructing the mission: 7KHPLVVLRQLVGLVFXVVHGLQRUGHUWRUHFRJQL]HNH\RYHUDOOGLUHFWLRQV
IRUWKHLQVWLWXWLRQZKDWFKDQJHVQHHGWREHPDGHZKDWJURXSVVKRXOGEHVHUYHGZKDWQHHGVVKRXOG
EHDGGUHVVHGDQGZKDW¿QDQFLDOJRDOVKRXOGEHDFKLHYHG
Diagnosing the current position: 7KHLQVWLWXWLRQUHFRJQL]HVLWVVWUHQJWKVDQGZHDNQHVVHVDQGGLV
FHUQVH[WHUQDOWUHQGVWRUHVSRQGWR
Making strategic choices and identifying key strategic issues: 0DNHVWUDWHJLFFKRLFHVLQUHODWLRQ
WRPLVVLRQREMHFWLYHVDQGFXUUHQWPDUNHWSRVLWLRQ.H\VWUDWHJLFLVVXHVGHWHUPLQLQJWKHVXFFHVVRI
WKHVWUDWHJ\DUHLGHQWL¿HG
Developing a strategy map.H\VWUDWHJLFLVVXHVYLHZHGIURPGLIIHUHQWSHUVSHFWLYHVZLWKLQ\RXU
LQVWLWXWLRQDUHWUDQVODWHGLQWRVWUDWHJLFVWDWHPHQWV7KHVHDUHWKHQZRYHQLQWRDVWUDWHJ\PDS



















Developing BSC measurement: 2QFHWKHVWUDWHJ\PDSLVGHVLJQHGREMHFWLYHVDUHVHWIRUHDFK
VWDWHPHQWLQGLFDWRUVGHYHORSHGDQGWDUJHWVGHWHUPLQHG
Developing a change management plan: $WWKLVVWDJHWKHLQVWLWXWLRQOLQNVFXUUHQWLQLWLDWLYHVWRWKH
%6&DQGGHYHORSVQHZRQHV(DFKLQLWLDWLYHVKRXOGEHWKRXJKWIXOO\SODQQHG
Implementing strategy as an ongoing process: 6WUDWHJ\LPSOHPHQWDWLRQLVDQRQJRLQJSURFHVVLW
FDQVWDUWIURPDQ\SRLQWEXWLWVHQGFDQQHYHUEHGHWHUPLQHG7KHLPSOHPHQWDWLRQSKDVHLQYROYHV
OHDUQLQJWKURXJKSUDFWLFHDQGUHYLVLWLQJSUHYLRXVVWDJHVRIWKHSURFHVV
4.2 What are the keys to success?
























• Assembling  a team


















Figure 5.1 Strategic management process
• Rationale
 %RDUG	0DQDJHPHQW%X\LQ




















Table 5.1 Illustrative examples of institutional situations that BSC tools can address



















































































































5.3 Build your team 
7KHVLQJOHPRVWLPSRUWDQWFRQGLWLRQIRUVXFFHVVLVWKHcommitment and active involvement of 














































































































Chapter 6. Deconstructing the mission
This chapter:
 'LVFXVVHVGLVWLQFWJRDOVHPEHGGHGLQ\RXUPLVVLRQVWDWHPHQW


















Categories of goals: 
,QJHQHUDO0),JRDOVIDOOLQWRIRXUFDWHJRULHVWKDWFDQEHLGHQWL¿HGE\GHFRQVWUXFWLQJWKHPLVVLRQ
VWDWHPHQW7KHEHVWZD\WRGRWKLVLVWRDQVZHUWKHIROORZLQJTXHVWLRQV














































































to micro and small entrepreneurs 
and vulnerable families

































































7.1  Strategic analysis











• Five Forces AnalysisDWHFKQLTXHIRULGHQWLI\LQJIRUFHVZKLFKDIIHFWWKHOHYHORIFRPSHWLWLRQLQ
\RXULQGXVWU\




• Critical Success Factor AnalysisDWHFKQLTXHWRLGHQWLI\WKRVHDUHDVLQZKLFK\RXUEXVLQHVV
PXVWRXWSHUIRUPWKHFRPSHWLWLRQLQRUGHUWRVXFFHHG.
 6HH5HIHUHQFHVIRUDGGLWLRQDOLQIRUPDWLRQRQWKHVHWRROV





















Table 7.1 Questions raised in strategic analysis and tools to address them
Type of 
analysis

















































































       TKUHDWV
&RQVROLGDWHG SWOT
SWUHQJWKV






7.2  How can you diagnose your strategic position?
Your institution’s internal environment - identifying strengths and weaknesses 












VKRXOGEHrare and GLI¿FXOW for com
SHWLWRUVWRFRS\





























































































Table 7.3 Strategic analisys and SWOT


































































































Table 8.1 Prizma’s strategic choices (Bosnia and Herzegovina)


































































































































8.4 How to increase impact?
7KHUHDUHYDULRXVZD\VWRLQFUHDVHWKHLPSDFWRIPLFUR¿QDQFHLQFOXGLQJ
• Offer products and solutions that increase access.)HDWXUHVPD\LQFOXGHLQQRYDWLYHGHOLYHU\
PHFKDQLVPVLQFUHDVHGSURGXFWDYDLODELOLW\RULPSURYHGDFFHVVWRLQIRUPDWLRQ




• Offer comprehensive solutionsVXFKDVPDUNHWOLQNDJHVDQGadvocacy that address the sys-
tematic barriers clients face. 
7KHPRUH\RXFKDQJHWKHPRUHOLNHO\\RXDUHWRJHWGHVLUHGUHVXOWVDQGWKHPRUHFRPSUHKHQVLYH
\RXUVWUDWHJ\EHFRPHV






















• Superior products or services±IRFXVLQJRQSURGXFWTXDOLW\DYDLODELOLW\VHOHFWLRQDQGIXQF
WLRQDOLW\HJ¿UPVSURYLGLQJWHFKQRORJ\VROXWLRQV





8.6 You need a sustainable competitive advantage to beat the competition


















• Reliable and responsible staffUHVXOWLQJIURPV\VWHPDWLFUHFUXLWPHQWDQGWUDLQLQJIRFXVHGRQLPSURY
LQJFRPPXQLFDWLRQVNLOOVEXLOGLQJUHODWLRQVKLSVDQGDYRLGLQJELDVWRZDUGUXUDOYXOQHUDEOHFOLHQWV
VWURQJHUPRWLYDWLRQSROLFLHVFOLHQWSURWHFWLRQFRGHV


































• Strong institutional brandEDVHGRQWUDQVSDUHQF\UHOLDELOLW\UHVSRQVLELOLW\EHLQJWKHFORVHVWSDUWQHU
• TeamworkJRRGDWPRVSKHUHWKURXJKEXLOGLQJOHDGHUVKLSDWGLIIHUHQWOHYHOVFOHDUO\GH¿QLQJGLYLVLRQ
RIUHVSRQVLELOLWLHVVHWWLQJWDUJHWV
• Openness to opportunitiesWKURXJKLGHQWL¿FDWLRQDQGGHYHORSPHQWRIDJRRGUHODWLRQVKLSZLWKSDUW
QHUWRSURYLGH%'6DQGRWKHUSURGXFWV
Figure 8.2 Nine strategies – different risks



































































lated market segment. 
7. 0L[RISURGXFWGHYHORSPHQWDQGPDUNHWPRGL¿FDWLRQVWUDWHJ\ZKHQZHRIIHUDQHZSURGXFW




























































• An offensive strategy:UHDFKLQJ\RXUREMHFWLYHVDWWKHH[SHQVHRIWKHFRPSHWLWRUVLHUHDOL]LQJ
\RXULQVWLWXWLRQDOJURZWKE\WDNLQJRYHUWKHFRPSHWLWRUV¶FOLHQWV



































Figure 8.3 Decision making drivers 
Decision
,QÀXHQFHRYHUGHFLVLRQ
















Chapter 9. Developing the strategy map: How to ensure a 
balanced and integrated strategy 
This chapter:
• Presents an overview of the strategy map
 ,QWURGXFHVRXWFRPHSHUVSHFWLYHV6RFLDO)LQDQFLDODQG&XVWRPHU
 'LVFXVVHVLQSXWSHUVSHFWLYHV,QWHUQDO/HDUQLQJDQG*URZWK
9.1 Using a strategy map to balance and integrate your strategy

























































Figure 9.2 Strategy map typical for an MFI 
























































































































































































9.4 The customer perspective










9.5 The internal perspective
Which internal processes are key to delivering value?
7KHUHDUHIRXUNH\LQWHUQDOSURFHVVHVE\ZKLFKRUJDQL]DWLRQVSURYLGHYDOXH7KHVHDUH
• Operations management±SURGXFLQJDQGGHOLYHULQJJRRGVDQGVHUYLFHV
• Customer management ±EXLOGLQJUHODWLRQVKLSV
• Innovation±SURYLGLQJQH[WJHQHUDWLRQSURGXFWVRUVHUYLFHV




































































































































































9.6 The learning and growth perspective
Align and manage the creation of value from intangible assets
/HDUQLQJDQGJURZWKFDQEHGLYLGHGLQWRWKUHHFDWHJRULHV




































Enhance human capital 
<RXFDQHQKDQFH\RXURUJDQL]DWLRQ¶VKXPDQFDSLWDOE\FORVLQJWKHJDSEHWZHHQZKDWHPSOR\HHVFDQ
GRDQGZKDWWKH\QHHGWRGR7RDFFRPSOLVKWKLV\RXQHHGWRWDNHWKHIROORZLQJVWHSV




• Assess your organization’s current state of readiness±E\FRPSDULQJHPSOR\HHV¶FXUUHQW
FDSDELOLWLHVDQGFRPSHWHQFLHVWRWKHVWUDWHJLFMREIDPLOLHV\RXKDYHLGHQWL¿HG7KLVDVVHVVPHQW
VKRXOGJLYHDQRYHUDOOLGHDRI\RXURUJDQL]DWLRQ¶VVWUHQJWKVDQGZHDNQHVVHV
• Develop more human capital ±E\RUJDQL]LQJDSSURSULDWHUHFUXLWLQJWUDLQLQJDQGFDUHHUGHYHO
RSPHQWSURJUDPVIRFXVLQJRQWKRVHLQVWUDWHJLFSRVLWLRQVDVRSSRVHGWRWKHUDQNDQG¿OHHP
SOR\HHV



























































• Find better ways to align your organization with your preferred strategy±EHFDXVHDOLJQ
PHQWZLOOHQFRXUDJHULVNWDNLQJLQQRYDWLRQDQGHPSRZHUPHQWDPRQJHPSOR\HHV7RLQFUHDVH
DOLJQPHQWOHDGHUVHVWDEOLVKLQFHQWLYHVOLQNLQJREMHFWLYHVWRFRPSHQVDWLRQ
• Encourage greater teamwork and knowledge sharing±WRDOORZZKDWLVDOUHDG\NQRZQLQRQH
SDUWRI\RXURUJDQL]DWLRQWREHDSSOLHGHOVHZKHUHOHDGLQJWREHQH¿WVDQGV\QHUJLHV






Chapter 10. Creating the BSC measurement system: How to 
further operationalize the strategy
7KLVFKDSWHUGLVFXVVHV
• Setting SMART objectives
• Developing measures
• Setting targets
10.1 What is the value of the BSC measurement system?











































































Strategy Map BSC Measurement 
System

































Table 10.1 SMART objectives at Prizma



































































































































































































5HOHYDQW  +RZGRHVWKLVREMHFWLYHVXSSRUWRXUVWUDWHJLFVWDWHPHQW" ,VLWUHOHYDQWWRRXUREMHFWLYH":K\"
7LPHERXQG  :KHQZLOORXUREMHFWLYHEHDFFRPSOLVKHG" ,VWKHUHDVWDWHGGHDGOLQH"
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Table 10.5 Example from Genesis: social perspective 



































































































































































































































to increase competencies in 
WKHPHQWLRQHGDUHDV








































11.1 Change management plan









































































Figure 11.2 Change management plan
Social results
Financial results




































Strategy Map BSC Measurement System
Change Management 
Plan












































ing from mistakes or risk taking. 
Table 11.1 BSC cascading 
Organization wide BSC

























































Box 11.3 Project management principles
 Choose the right people for the project teamYVZKRLVDYDLODEOH7KH\VKRXOGEULQJLQVLJKWDQG
LQIRUPDWLRQWRWKHHIIRUW
2. Have your team agree on the nature of the problem.2WKHUZLVH\RXFDQGHYHORSWKHULJKWVROXWLRQ
WRWKHZURQJSUREOHPRUZLQGXSZLWKSDUDO\]LQJELFNHULQJDERXWJRDOV
 Get commitment to the project from all stakeholdersWRDYRLGFRQÀLFWVRILQWHUHVWODWHURQ
 Remember and follow the mission statementWKURXJKRXWWKHFRXUVHRIWKHSURMHFW
 Plan the project by answering the following questions:ZKDWPXVWEHGRQH"E\ZKRP"IRUKRZ
PXFK"KRZ"DQGZKHQ"
 Brainstorm possible solutionsDQGFKRRVHWKHPRVWVXLWDEOHRQHEDVHGRQSDUDPHWHUVVHWDWWKHRXWVHW
HJFRVWWLPHJRDOVHWF
7. Develop a project strategyWKDWZLOOPHHWDOOSURMHFWREMHFWLYHV
 Check periodicallyWRPDNHVXUHWKHSURMHFWVWD\VZLWKLQLWVRULJLQDOVFRSH
 Determine milestones and benchmarks:WKHGHVLUHGRXWFRPHREVWDFOHVWRDFKLHYLQJLWDQGJXLGH
OLQHVWKDWZLOOOHW\RXNQRZ\RXKDYHDFKLHYHGWKHGHVLUHGUHVXOW
Work as a team:LIDOOPHPEHUVRIDWHDPRSHUDWHLQGLYLGXDOO\WKHHQGSURGXFWZLOOEHGLVMRLQWHG
 Negotiate for scarce resources. 
Have a deliverable at each major project milestoneVRWKDWSURJUHVVFDQEHPHDVXUHGPRUHHDVLO\
Qualify estimates,VSHFLI\LQJDQ\IDFWRUVWKDWPLJKWDIIHFWWKHLUYDOLGLW\
Don’t schedule any task with a duration longer than four to six weeks;VXEGLYLGHORQJHUWDVNVWR
monitor progress. 
Continually ask questions.7KHPRUH\RXDVNWKHPRUHSUREOHPV\RX¶OOVROYH
Avoid the temptation to perfect everything ±WKDW¶VZKDWWKHQH[WJHQHUDWLRQRIWKHSURGXFWRUVHU
YLFHLVIRU
Keep extra time in reserveLQFDVHRIXQH[SHFWHGSUREOHPVRUEDGHVWLPDWHV
Keep critical tasks on schedule±DVOLSXSKHUHFDQVWDOOWKHHQWLUHSURMHFW
 Be alert to roadblocks and be very pro-activeWRKHOSSURMHFWPHPEHUVFRPSOHWHWKHLUWDVNV
20. Consider co-locating team members on critical tasksVRWKDWWKH\DUHQ¶WFRQVWDQWO\EHLQJSXOOHGRII
WRGRRWKHUMREV
 Identify team members who will championYDULRXVSDUWVRIWKHSURMHFWPDQDJHPHQWSURFHVV
22. Don’t let project members wait XQWLOWKHODVWPRPHQWWREHJLQWDVNV
Remember the Triple Constraint:WRFRPSOHWHWKHSURMHFWDWFRVWRQWLPHDQGLQNHHSLQJZLWKWKH
VFRSHDQGFXVWRPHUH[SHFWDWLRQV
Do a post mortem review of projects±UHYLHZERWKJURXSG\QDPLFVDQGWDVNLPSOHPHQWDWLRQ
68













































































































Table 11.3 Training Plan for Zene za Zene (Women for Women International, B&H)





























































































Chapter 12. Strategy as an on-going process 
7KLVFKDSWHUGLVFXVVHV
 0RQLWRULQJHYDOXDWLRQDQGOHDUQLQJ
• Principles for effective strategic management
12.1 Using the Balanced Scorecard toolkit for monitoring and revising the Strategy 

































































Table 12.1 Matrix of the implementation process
PA1 Action plan ,QVWLWXWLRQDOL]HWKHVWUDWHJLFPDQDJHPHQWSURFHVV
Action plan objectives ,PSOHPHQWWKHWRROVDWWKHRUJDQL]DWLRQDODQGUHJLRQDOOHYHOV /LQNPDQDJHPHQWFRQWUDFWVZLWKWKHVWUDWHJ\SODQ
1 $FWLYLWLHV Pto 6
2FW 1RY Dec Jan Feb Mar Apr 0D\ -XQ -XO $XJ Dec Person in 
FKDUJH, ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,,

)LQDOL]HWKHÀRZFKDUWRIWKHVWUD
tegic management process to be 
V\VWHPDWL]HGWKLVDFWLRQSODQ
 















[ [ [ [ [                    **&23(0(
 'HVFULEHDQGSULRULWL]HWKHDFWLRQSODQVVWUDWHJLFLQLWLDWLYHV
    [                     **&23(0(
 ([WHQGWKHVWUDWHJ\PDSDQG%6&PHDVXUHPHQWVWRUHJLRQV






   [ [   [ [ [ [ [ [ [ [ **&23(0(
7 /LQNVWUDWHJ\WRWKHRSHUDWLRQDOSODQDQGEXGJHW
   [ [ [ [ [                  GG 
 &RPPXQLFDWHWKHVWUDWHJ\SODQWRGLUHFWRUVPDQDJHUVDQGVWDII
     [ [ [                  GG 
 (ODERUDWHPDQDJHPHQWFRQWUDFWVfor all staff
     [ [ [                  GG
 'HYHORSDQDQQXDOSODQRIHYDOXDWLRQDQGIROORZXS
 









       [ [ [ [              -RUJH1XxH]**
 (YDOXDWHWKHWRROV
 




 &ROOHFWDQGDQDO\]HLQIRUPDWLRQ      [   [   [   [   [   [   [  -RUJH1XxH]**




12.2 How to use the Balanced Scorecard for effective strategic management
Become a strategy-focused organization
)RU\RXURUJDQL]DWLRQWREHQH¿WIURPHIIHFWLYHVWUDWHJLFPDQDJHPHQWDVWUDWHJ\RULHQWHGFXOWXUHKDV
WRGRPLQDWH7KHUHDUH¿YHSULQFLSOHVDQ\VWUDWHJ\IRFXVHGRUJDQL]DWLRQVKRXOGDGKHUHWR




2. Translate the strategy to operational terms:2SHUDWLRQDOL]HWKHGHVLUHWRXVHH[LVWLQJUHVRXUFHV
LQSXUVXLWRIWKHPLVVLRQ7RGRWKLV\RXKDYHWRXVHWKH%6&WRFKDQJH\RXUORQJWHUPJRDOVLQWR
VKRUWHUWHUPREMHFWLYHVLQGLFDWRUVDQGWDUJHWV
 Align the organization to the strategy: %HFDXVHRUJDQL]DWLRQVDUHPDGHXSRIPDQ\GLIIHUHQW
HOHPHQWVWKH%6&FDQKHOSFUHDWHV\QHUJLHVRQWKHZD\WREHFRPLQJVWUDWHJ\EDVHG


































































































































































 .UDMHZVNL/HH-/DUU\35LW]PDQ0DQRM.0DOKRWUDOperations Management: Proc-
HVVHVDQG9DOXH&KDLQV1HZ-HUVH\3HDUVRQ3UHQWLFH+DOO















































































Annex 2. Implementing the Strategic Management Toolkit: 
Case Study of Genesis Empresarial
E\5DJQKLOG/LOMHURVDQG$GHODGH5L]]R




















































































Target clients of Genesis



















































































































































































































Objective Lag Indicator Target: 1 year Lead Indicator
Target: 
1 year


























































































































































































policies adapted to 
Genesis







































































































































































































































































6. Key challenges 













































































































































Annex 3. Implementing the Strategic Management Toolkit: 













































































to micro and small entrepreneurs 
and vulnerable families









































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































• Timing vis-à-vis seasonality±$VUXUDOOHQGLQJLVDQLPSRUWDQWVKDUHLQ0').DPXUM¶VSRUWIR
OLRLWZDVGLI¿FXOWWRIROORZWKH6WUDWHJLF0DQDJHPHQWSURFHVVLQWKHSHDNVHDVRQ

















































Annex 4. Implementing the Strategic Management Toolkit: 
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 86
:RPDQERUURZHUV   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Organizational Balanced Scorecard and Action Plan
Perspe-
























































































































































Regional Balanced Scorecard and Action Plan
Perspe-






















































































































































































































Matrix of the implementation process
PA1 Action plan ,QVWLWXWLRQDOL]HWKHVWUDWHJLFPDQDJHPHQWSURFHVV
Action plan objectives ,PSOHPHQWWKHWRROVDWWKHRUJDQL]DWLRQDODQGUHJLRQDOOHYHOV /LQNPDQDJHPHQWFRQWUDFWVZLWKWKHVWUDWHJ\SODQ
1 $FWLYLWLHV Pto 6
2FW 1RY Dec Jan Feb Mar Apr 0D\ -XQ -XO $XJ Dec Person in 
FKDUJH, ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,, , ,,

)LQDOL]HWKHÀRZFKDUWRIWKHVWUD
tegic management process to be 
V\VWHPDWL]HGWKLVDFWLRQSODQ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Annex 4
 ,WLVLPSRUWDQWWKDWVWUDWHJLFREMHFWLYHVDUHGH¿QHGE\WRSPDQDJHPHQWDQGWKH\DUHKHOGUHVSRQ
VLEOHIRUWKHLURUJDQL]DWLRQ,IWKHVWUDWHJLFPDQDJHPHQWODFNVFRPPLWPHQWDWWKHKLJKHVWOHYHO
WKHVWUDWHJ\UHDOL]DWLRQZLOOQRWZRUNRXW
 /LQNLQJWKHVWUDWHJ\ZLWKRSHUDWLRQDOSODQQLQJLQWKHDQQXDOEXGJHWLQJSURFHVVLVNH\WRVWUDWHJLF
VXFFHVVWKHELJJHVWFKDOOHQJHLVWREXGJHWWKHVWUDWHJ\2QO\RSHUDWLRQDOSODQVREWDLQSURSHU¿
QDQFLQJDQGWKHVWUDWHJ\SDUWUHPDLQVXQGHUEXGJHWHG$VDUHVXOWWKHNH\IRFXVUHPDLQVRQHYH
U\GD\DFWLYLWLHVDQGXUJHQWWKLQJVVLQFHWKHUHLVODFNRIUHVRXUFHVWRGHDOZLWKLPSRUWDQWWKLQJV
,QWKLVZD\VKRUWWHUPREMHFWLYHVDUHUHDOL]HGDWWKHH[SHQVHRIORQJWHUPSODQV
.H\EHQH¿WV
7KHIROORZLQJNH\EHQH¿WVZHUHLGHQWL¿HGE\WKH0DQXHOD5DPRVVWDIIDIWHUFRPSOHWLRQRIWKHWRROV
GHYHORSPHQWSURFHVV
 7KH6WUDWHJLF0DQDJHPHQW7RRONLWKHOSHG&UHGL08-(5WRFODULI\LWVVWUDWHJ\DQGHPSKDVL]HG
WKHQHHGIRUV\VWHPDWLFPHDVXUHPHQWRIVWUDWHJLFSURJUHVVDWWKHRUJDQL]DWLRQDODQGUHJLRQDO
OHYHO
 7KHVWUDWHJ\ZDVEDODQFHGLQFRUSRUDWLQJVRFLDOSHUIRUPDQFHSULRULWLHVWRFRPSOHWH¿QDQFLDOSHU
IRUPDQFHDVSHFWRIWKHPLVVLRQ
 7KHWRROVKHOSHGWRGLIIHUHQWLDWHEHWZHHQVWUDWHJLFDQGRSHUDWLRQDODFWLRQVDQGWRLGHQWLI\ZKHUH
WKHPDLQIRFXVRIWKHRUJDQL]DWLRQVKRXOGEHSODFHG
 7KHSURFHVVHVRIVWUDWHJLFFRQWURODQGHDUO\ZDUQLQJZLWKUHJDUGVWRDFFRPSOLVKPHQWRIVWUDWHJLF
REMHFWLYHVZHUHLQWHJUDWHGDWWKHRUJDQL]DWLRQDOXQLWDQGLQGLYLGXDOOHYHOVVHWWLQJQHFHVVDU\FRQ
GLWLRQVIRUIXWXUHPRQLWRULQJRIVWUDWHJLFVXFFHVVDQGVWLPXODWLQJVWUDWHJLFOHDUQLQJ
7KHSURFHVVKDGDOVRDSRVLWLYHHIIHFWRQWKHRUJDQL]DWLRQ¶VVWDIIFDSDFLW\LQDOLJQLQJWKHLUHYHU\GD\
ZRUNZLWKWKHVWUDWHJ\DQGWKHPLVVLRQ7KHSDUWLFLSDQWVIHOWWKDWWKH\JDLQHGDFOHDUHUXQGHUVWDQG
LQJRIWKHVWUDWHJ\DQGKRZWKHLUHYHU\GD\ZRUNFDQFRQWULEXWHWRWKHRYHUDOOVXFFHVVRIWKHRUJDQL
]DWLRQ7KH\VWDWHGWKDWLWZRXOGEHHDVLHUIRUWKHPWRDOLJQWKHLULQGLYLGXDOREMHFWLYHVWRWKHPLVVLRQ
DQGGLIIHUHQWLDWHEHWZHHQLPSRUWDQWDQGXUJHQW
0LFUR¿QDQFH&HQWUHIRU&HQWUDODQG(DVWHUQ(XURSH
DQGWKH1HZ,QGHSHQGHQW6WDWHV
XO.RV]\NRZDP 
:DUVDZ3RODQG
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